Complaint/Grievance Resolution Letter

Insert Date

Address

Dear Upset Individual:

I am writing to respond to the concerns that you documented in your letter dated [insert date]. You expressed concerns regarding the [handling/use/disclosure] of [insert patient name]’s protected health information. We respect your right to file a concern. We are very sorry that you are upset. 

(Option 1—if a complaint is made by the patient or the patient’s legally authorized representative.) Based on your concerns, we completed an investigation on [insert date]. We [insert steps taken to investigate the complaint, e.g. interviewed staff, reviewed our policies, etc.]. We found that [insert brief summary of the facts of the investigation]. 

(Option 2—if a complaint is made by someone other than a patient or the patient’s legally authorized representative, and patient permission has not been granted to authorize disclosure.) Based on your concerns, we completed an investigation on [insert date]. We [insert steps taken to investigate the complaint, e.g. contacted the patient, interviewed staff, reviewed policies, etc.]. Due to privacy and security laws we cannot tell you any details of our investigation or findings. However, we would be to happy give you information, if the patient permits us to do so.

Thank you for bringing your concerns to our attention. We try hard to protect all of the health information that we handle. You have given us an opportunity to review our practices and to make improvements.

If you have additional questions please contact [insert name] at [insert number].

Sincerely,

Privacy Officer or Designee

